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Healthy Roads Media project, 324
Heart health information, 324
Herbal remedies, 492
Hierarchical management structure, 
39f, 40, 61, 88
Hierarchical subject gateways, 551
Hiring. See Staff, hiring, and employ-
ment issues
Hispanic Americans, health informa-
tion, 310–311
History
 appreciative inquiry, 220
 health information, 265
 health literacy, 330
 Hmong, 304–305
 Internet safety, 556
 leadership, 191
 library statistics, 130–135
 National Library of Medicine, 
375–376
 Open Archives Initiative, 591
 organizational development, 8
 process improvement, 91
Hmong Health Care Professionals Co-
alition, 316–317
Hmong Health Education Network, 302
Hmong Health Information Promo-
tion, 302
Hmong Health Web site, 308–309, 
320–325, 321, 322
Hmong immigrants, 301–328
HON (Health on the Net), 369–370, 503
Hoshin Planning, 11, 85–88
Hospitals and clinics
 Children’s Hospital and Regional 
Medical Center, Seattle, 466–467
 immigrants, 311–312
 medical libraries, 412, 445–449t
 Michael Callen-Audre Lorde 
Community Health Center, 271
 Neuro-Patient Resource Centre, 
Montreal, 425–427, 429–430
 organizational culture, 41, 220
 patient health literacy, 337, 338–
339
 under-served communities, 314
 See also Health care providers
Howard, Ellen, 303
HTML (Hypertext Markup Language), 
583
Human resources, 172–186
IBM Corp., 23
Identiﬁcation, Web, 559
Illinois
 Chicago suburb libraries, 163–
164, 177–178
 Illinois State Library, 489
 University of Illinois at Chicago, 
437
 University of Illinois Graduate 
School of Library and Informa-
tion Science, 352
 University of Illinois Library Re-
search Center, 489
IMLS (Institute for Museum and Li-
brary Services), 141
Immigrants, health information, 
301–328
Implementation issues
 Open Archives Initiative Protocol 
for Metadata Harvesting, 586
 organizational development, 
10–12
Import-export formats, 633
Improving Health Professionals’ Access to 
Information (NLM), 438
INFOMINE (virtual library service), 
606, 607f, 611, 612, 615, 619
Information and data
 census information, 270, 499t
 job description analysis, 176–177
 leadership training, 213
 library performance, 129–155, 
159, 162–163
 process improvement, 92, 95
 teams vs. committees, 180t
 understanding core values, 232
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 University of Arizona Library, 
88–89, 90
Information Environment (UK), 
539–540, 638
Information literacy, 149
Information providers
 advertising vs. content, 537
 commercial health Web sites, 377
 health information, 373, 416, 435, 
485
 licensed content, 380
 metadata available to repositories, 
577–578, 594–595, 596–597
 See also Publishing
Information schools. See Library and 
information science graduate 
schools
Information seeking behavior
 African Americans, 291–292, 
402–403
 cultural issues, 397–398, 405
 elderly, 285
 health information, 360–374, 435, 
468, 469, 482
 Iowa City Public Library project, 
509, 510–511f
 Philadelphia health information 
project, 461
 student searching research, 545–
552
 See also Search and browse strate-
gies
Information technology, 8, 9t
Innovation, 17–32
 See also Technological innovation
Institute for Museum and Library Ser-
vices (IMLS), 141
Institute of Learning and Research 
Technology (ILRT), 639, 642
Instructional design, 351–358
Interactivity, 541
Interlibrary loan, 469
International Adult Literacy Survey, 
423–424
Internet. See Web and Internet
Internet Content Rating Association 
(ICRA), 561
Internet/Online Summit, 556
Internet Scout Project, 621–622
Internet service providers, 559–560, 
565, 568, 569
Interoperability, 590–591, 646–647
Interpreters, 312
Interviews
 appreciative inquiry, 224
 health information outreach proj-
ects, 440
 health information seeking, 291–
292
 health terminology, 338
 organizational development, 6, 6t
 See also Reference interviews
Inventors
 Drebbel, Cornelis, 20
 Shewhart, Walter, 91
Iowa
 Iowa City Public Library, 496–511, 
502
 Iowa Consumer Health Informa-
tion Project (I-CHIP), 500
 State Library of Iowa, 500
 IQ-Tool (Web assessment), 370
 iVia (collection development 
software), 604–606, 605f, 607, 
609–619
Jackson Hole (WY), 114
Jargon. See Terms and subject headings
Job descriptions, 117–118, 167, 169, 
175–178
Johnson County (IA), 498, 499t, 505, 
508
Joint Information Systems Committee 
( JISC), 552n, 637–650
Journal of Cardiovascular Nursing, 417
Journal of MedSurg Nursing, 417
Journals
 online subject gateway, 647
 print vs. electronic, 142
 student searching research, 546–
547
Kansas
 health information librarians, 414
Kaplan, Robert, 11
KEYS to Creativity (assessment tool), 28
Keywords. See Terms and subject head-
ings
Kid’s Wave (Web site), 571
King’s College, London, 640
Kiosks, 460, 461–462
Knowledge, in Web links, 528
Kraus, Jan, 314
Kurtz-Rossi, Sabrina, 332
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Lancaster, F.W., 131–132
Lancaster University, 540
Languages, other than English
 community needs, 269
 health information, 275, 276, 
279t, 306–309, 319–320, 429
 health terminology, 266
 mandatory forms availability, 278
 Teton County Library (WY), 115
 See also Communications issues
Laos, 304
Latinos, Teton County (WY) Library 
patrons, 115
Laurinburg (NC), 235–236
Leadership
 academic libraries, 44
 appreciative inquiry, 223, 227
 assessment, 137, 161–162
 characteristics of, 189t
 facilitative leadership, 230–237
 human resources, 184
 innovation, 20, 31
 learning organizations, 59
 vs. management, 191t
 Organizational Culture Assess-
ment Instrument, 39, 49, 50
 organizational development, 6, 9t, 
12, 238–257
 training programs, 187–217
 University of Arizona Library, 73, 
75–80, 84
 See also Administration and man-
agement
The Leadership Challenge (Kouzes and 
Posner), 189t
Learning organizations, 54–66
 appreciative inquiry, 225–226
 change management, 181
 Teton County Library (WY), 112–
113, 123, 127
 University of Arizona Library, 
70–74, 100
Left-hand column exercise, 233–234
Legislation, children Internet protec-
tion, 556–557, 558, 567
LibQUAL+R (survey tool), 13, 139, 
148, 160
Librarians
 Kraus, Jan, 314
 Phipps, Shelley, 116
 Stofﬂe, Carla, 113, 136, 145
 Wescott, Beth, 332
Librarianship
 academic librarians, 609
 cultural competence, 407–408
 expertise vs. play, 25
 health advocates, 455
 language and artifacts, 35
 leadership, 191–192
 limitations of role, 475, 478
 marketing importance of, 415, 419
 organizational development, 
244–245
 patron communications, 400
 professionals and paraprofession-
als, 44
 qualities of, 406, 476
 reference services, 472–473
 understanding the community, 
398, 405
 worldwide, 432
Library Administration and Associa-
tion Management (ALA), 198t
Library and information science grad-
uate schools
 leadership training, 213–214
 research subjects, 546–547
 University of Illinois, 352
 University of Pittsburgh, 291–292
 University of Texas, 292
Library Channel (Iowa City), 505–506, 
507
Library directors, 120, 124, 126
Library Leadership Institute, 198t
Library Leadership New Mexico, 200t
Library Leadership Ohio, 198t
Library of Congress, 198t
Licensed content, 380
Light, Paul, 19
Links, Web
 Degree Conﬂuence Project, 654
 Iowa City Public Library Web site, 
502, 502f
 MedlinePlus® Web links, 376, 
379, 380, 382, 387
 Open Archives Initiative reposito-
ries, 581
 Philly Health Info, 459–460
 power of, 524–529
 Social Science Information Gate-
way, 645
The Linux Documentation Project. See 
TDLP (The Linux Documenta-
tion Project)
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Listservs. See Mailing lists and listservs
Literacy
 adult literacy programs, 487
 Hmong and health information, 
306–309
 national levels of, 423–424, 486
 Web design tools, 289
 See also Health literacy
Literature, professional
 health information, 416–418
 health literacy, 330, 338–340, 
366–368
 health research, 381
 leadership, 193
 organizational development, 
241–249
 Web searching, 540–541
Llamas, 115–116
Local health departments, 314
LookSmart, Ltd., 568–569
Los Alamos National Laboratory
 library organizational develop-
ment, 30
 Static Repository Gateway, 586–587
Machine processing. See Automation
Macroevaulation of data, 131–132
Mailing lists and listservs, 313, 411–
412, 413, 414
Maintenance learning, 55–56
Making Your Web Site Senior Friendly 
(NLM, NIA), 289
Malcolm Baldrige National Quality 
Award, 41
Managed health care programs, 
314–315
Management. See Administration and 
management
Management by Objectives (planning 
system), 86
Management information systems 
(MIS)
 library performance data, 132–
134
 University of Virginia, 147
Management Review and Analysis Pro-
gram (MRAP), 135
Manchester Metropolitan University, 
540, 544
Maps
 Degree Conﬂuence Project, 654–
655
 U.S. health outreach projects, 
439f
Market-oriented culture
 buying Web links, 527–528
 compensation systems, 102
 organizational culture, 39f, 40, 
47–48
 Web advertising, 564–565
Marketing. See Publicity and public 
relations
Markup languages
 HTML, 583
 The Linux Documentation Proj-
ect, 653
 XML, 583–584, 633, 647
Mars Hill Graduate School, 398
Maryland
 University of Maryland Libraries, 
62
Mass media, 519
Massachusetts
 Boston libraries, 435–436
 Harvard College Library, 164
 Harvard University, 197t, 210
Mathematics content. See Science and 
mathematics materials
Matthews, Suzanne, 303
Mature vs. young libraries, 23, 24
McClure, Charles, 98
McCutcheon, D., 132
McGill University Health Centre, 429
McGoogan Library of Medicine, 413
The Measurement and Evaluation of Li-
brary Services (Lancaster), 131
Measurement and quantiﬁcation
 Balanced Scorecard model, 11, 
12–13
 LibQUAL+&trade; (survey tool), 
13
 library performance data, 129–
155
 See also Information and data
Measuring the Difference (NN/LM), 442, 
443–444
Medical advice, 470, 473–474, 475
Medical libraries
 collaboration with other libraries, 
411–421, 435–436, 440, 445–449t, 
467–468
 College of Physicians of Philadel-
phia, 458–459
 MedlinePlus® links, 382
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 Neuro-Patient Resource Centre, 
Montreal, 426–431
 Paciﬁc Southwest Regional Medi-
cal Library, 529
 PlaneTree Health Library, 333
 See also National Library of Medi-
cine (NLM)
Medical Library Association (MLA)
 Health Information Literacy Task 
Force, 331–332
 health literacy deﬁnition, 337
 information access issues, 436
 MLA News, 291
Medical textbooks, 340–346, 341t, 343t
Medications
 Canadian health practice, 429
 herbal remedies, 492
 medical research, 490
MEDLINE (NLM), 375–376, 380–381, 
438
MedlinePlus en español (NLM), 382
MedlinePlus® (NLM), 375–388
 easy-to-read resources, 332
 history, 438
 inclusion criteria, 404
 Interactive Health Tutorials, 350, 
350
 publishing system, 385f
 training, 355–356, 508
 user survey, 435
Memory Jogger II, 77
Mental health
 immigrants and refugees, 311
 Iowa City Public Library work-
shop, 507
 residential care, 504
Mentors, 59, 206
Merit pay, 103, 105
MeSH (Medical Subject Headings), 
285, 378–379, 380, 483
Metabolic Syndrome X, 483
Metadata
 Arc (search service), 591–598, 
594f, 596f, 597t
 Collection Workﬂow Integration 
System, 622–624, 625f, 627, 633
 Data Fountains (collection devel-
opment software), 606–607
 DP9 (metadata gateway service), 
600–601
 Etree.org, 657–658
 INFOMINE (virtual library ser-
vice), 606
 iVia (collection development 
software), 605–606, 610, 614–615, 
617–618, 619
 Joint Information Systems Com-
mittee projects, 637–650, 649f
 The Linux Documentation Proj-
ect, 653
 Open Archives Initiative Protocol 
for Metadata Harvesting, 576–589
 speed of innovation, 24–25
Metasearching, 614
MetaWest, Inc., 98
Methodology
 Open Archives Initiative projects, 
581
 organization assessment, 159–161
 organizational development inter-
views, 6, 6t
 outreach program evaluation, 443
 performance assessment, 141, 
156–157
 process improvement, 92
 QA Focus project, 641
 student searching research, 544–
545, 549
Michael Callen-Audre Lorde Commu-
nity Health Center, 271
Michigan
 Michigan Leadership Academy, 
198t
 University of Michigan, 201t
Microevaulation of data, 131–132
Microsoft Corporation
 ﬁltering software, 563–564
 Web site, 289
 Word® software, 341
Migrant workers, 310–311
Migration, library users, 273–274
Minnesota
 Hmong Health Care Professionals 
Coalition, 316–317
 University of Minnesota, 201t
Minorities. See Diversity issues
Misinformation, 373, 430, 470, 473–474
Mission, library
 Iowa City Public Library, 497
 leaders’ support of, 59
 Neuro-Patient Resource Centre, 
Montreal, 425
Missouri
 health information librarians, 414
 University of Missouri-Columbia, 
196
685index
Mitretek Systems, Inc., 370
MLA News, 291
Models and tools
 Arc (OAI search service), 591–593
 Balanced Scorecard, 11, 12–13, 
37, 141, 160–161
 BOBBY® (Web site tool), 289
 Campbell Organization Survey, 
27–28
 Competing Values Framework, 
37–43, 39f, 48
 Constructive Dialog, 79
 facilitative leadership, 235
 Flesch-Kincaid Grade Level, 341, 
342–343, 343t
 Flesch Reading Ease, 341, 343–
344, 343t
 4-D Cycle model, 223–225
 Galbraith’s Star Model, 11
 Google Web toolkit, 581
 Hoshin Planning, 11, 85–88
 IQ-Tool, 370
 Joint Information Systems Com-
mittee projects, 641, 648, 649f
 KEYS to Creativity, 28
 left-hand column exercise, 233–
234
 LibQUAL+&trade;, 13, 139, 148, 
160
 Making Your Web Site Senior Friendly 
(NLM, NIA), 289
 Management by Objectives (plan-
ning system), 86
 Memory Jogger II, 77
 Mod_oai Project, 587
 organization charts, 122, 123
 Organizational Culture Assessment 
Instrument, 39–40, 43, 49–50
 organizational development, 
243–244
 Peabody Individual Achievement 
Test, 339
 Rapid Estimate of Adult Literacy 
in Medicine, 339
 Santa Fe Convention, 591
 Scout Portal Toolkit, 620–636
 SERVQUAL®, 139
 Social Science Information Gate-
way, 644
 team learning model, 124f
 Venn diagrams, 400
 See also Standards of practice
Mod_oai Project, 587
Monastery, Wat Tham Krabok, 23
Monroe Country Library System, 198t
Montreal, Neuro-Patient Resource 
Centre, 425–431
Mortensen Center for International 
Library Programs, 199t
Mountain Plains Library Association 
Leadership, 199t
Multimedia materials. See Audio and 
video materials
Music
 Etree.org, 655–659
 Sheet Music Consortium, 579
NASA Technical Report Server 
(NTRS), 597–598
National Adult Literacy Survey, 423–
424, 486
National Cancer Institute, 289
National Council on Interpreting in 
Health Care (NCIHC), 306, 308, 
312
National Heart, Lung, and Blood Insti-
tute, 295
National Institute on Aging (NIA)
 Age Pages, 290
 Making Your Web Site Senior Friendly, 
289
National Institute on Diabetes and 
Digestive and Kidney Diseases 
(NIDDK), 294–295
National Institutes of Health (NIH)
 collaboration projects, 379
 history, 375
 SeniorHealth.gov, 290
National Library of Medicine (NLM)
 AAHSL Leadership Fellows Pro-
gram, 199t
 Hmong outreach program, 302, 
326
 Making Your Web Site Senior Friendly, 
289
 outreach project funding, 434, 
436–439, 451
 Web site, 332
 See also MedlinePlus® (NLM)
National Network of Libraries of Medi-
cine (NN/LM)
 health literacy symposium, 329
 HealthInfoQuest (Web site), 349, 
349, 477
 outreach project funding, 434, 
438–439, 439f, 442–443, 451
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 public libraries health informa-
tion, 477–478
 Web design tools, 289
National Science Digital Library 
(NSDL), 611, 622
National Science Foundation (NSF)
 Internet Scout Project, 621–622
 National Sciences Digital Library, 
579–580
National Standards for Culturally and 
Linguistically Appropriate Services in 
Health Care, 307–308
Native Americans
 health information projects, 436–
437
 Techniques for Evaluating American 
Indian Web Sites (Cubbins), 294
Nebraska
 health information librarians, 413
 Nebraska Library Commission, 
469–470
 Nebraska Library Institute, 199t
 University of Nebraska-Lincoln, 
62–66
Neighborhood centers, 505
Neighborhood Internet Protection Act 
(NIPA, 2000), 556–557
Neilsen/NetRatings, 293
Net Nanny® (ﬁltering software), 562–
563, 568–569, 571
Networking
 health information symposium, 
334
 Hmong Health Web site, 324–325
 leadership training, 206–207, 212
 Philly Health Info project, 463
 Web links, 525
Neuro-Patient Resource Centre, Mon-
treal, 425–431
Nevada Leadership Institute, 199t
New Jersey Library Association 
(NJLA), 193, 199t
New Measures Initiative (ARL), 139
New Mexico
 Library Leadership New Mexico, 
200t
 Los Alamos National Laboratory, 
30, 586–587
New York City
 health warnings, 274
 library communities, 271
 non-English language require-
ments, 278
 Queens Public Library, 194
News, health information, 490
NIA. See National Institute on Aging 
(NIA)
NIDDK. See National Institute on Dia-
betes and Digestive and Kidney 
Diseases
NIHSeniorHealth (NLM Web site), 332
Nokia (corporation), 30
Nonproﬁt organizations
 American Accreditation Health-
care Commission, 370
 Andrew W. Mellon Foundation, 
578, 621–622
 Bill and Melinda Gates Founda-
tion, 284
 College of Physicians of Philadel-
phia, 458
 Health on the Net, 369–370
 innovation, 19–20
 user services, 21
Normalization, 585
North Carolina
 North Carolina LA Leadership, 
200t
 University of North Carolina at 
Chapel Hill, 387
 Wake County Public Library Sys-
tem, 235–236
North Suburban Library System (Chi-
cago), 177–178
Northern Exposure (leadership train-
ing), 200t
Northern Wisconsin Area Health Edu-
cation Center (NAHEC), 302
Northwest Career Development and 
Assessment Center, 208, 209–210, 
213
Norton, David, 11
N2H2 (Web ﬁltering software), 563, 
568
Nurses
 Neuro-Patient Resource Centre, 
Montreal, 426
 organizational culture, 41
 using health information, 417
Nutrition and diet, 483
NUValues (University of Nebraska), 65
NVivo software, 440
OAIster project (U. of Michigan), 578
Oakland (CA), non-English materials, 
278
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Obscenity, 555
Observation studies, 363
OD. See Organizational development
Ofﬁce of Disease Prevention and 
Health Promotion (ODPHP), 
453–454
Ofﬁce of Minority Health, U.S., 307
Ohio
 Cleveland Clinic, 220
 Library Leadership Ohio, 198t
 Ohio State University, 189–190
Online chat reference services, 57
Online games, Everquest, 527
Ontario, Canada, public libraries, 
473–474
OPACs (Online Public Access Cata-
logue), 540, 546, 547
Open Archives Initiative (OAI), 586, 
590–591
Open Archives Initiative Protocol for 
Metadata Harvesting (OAI-PMH), 
522, 576–589, 590–603, 633
Open Language Archives Community 
(OLAC), 579
Open source software, 610
Oracle Corp., 386
Oral history tradition, 306
Oram, Andy, 652
Organization charts
 MedlinePlus® (NLM), 383f
 Teton County Library (WY), 119–
122, 121f, 123
Organization Development: Strategies and 
Models (Beckhard), 6
Organizational culture, 33–53, 35t
 culture of assessment, 137, 148, 
162, 164–165, 171
 dialogue, 28–29
 organizational development, 242, 
245, 247
 prospective employees, 106
 team-centered vs. hierarchical, 84
Organizational Culture Assessment 
Instrument (OCAI), 39–40, 43, 
49–50
Organizational development, 1–4, 
238–257
 academic libraries, 5–16, 6t, 7t, 9t, 
12t, 14–15t
 appreciative inquiry, 218–229
 assessment beneﬁts, 156–171
 human resources, 172–186
 strategy and innovation, 27–31
 University of Arizona Library, 
68–111
Organizational Learning (Argyis and 
Schön), 56
Outreach, health information
 cultural competence, 272–274
 health librarians, 453–456
 Hmong health information proj-
ect (WI), 302–303, 315–316
 in hospitals, 429–430
 Iowa City Public Library, 497–498, 
504
 National Network of Libraries of 
Medicine projects, 434–452
 Philadelphia area, 458–463
 public libraries, 466, 472, 473
 See also Publicity and public rela-
tions
Owens, Christine Wilson, 332
Paciﬁc Southwest Regional Medical 
Library, 331, 529
PageRank (Google), 525, 526–527
Pamphlets and brochures, 276, 279, 
280, 281, 404, 428
Parades, 115–116
Paraprofessionals, 44
Parent organizations
 academic libraries, 8, 10, 44, 103, 
104–105
 government agencies, 242
 medical libraries, 412, 415
 organizational development con-
text, 246–247
 school and special libraries, 46– 
47
 University of Nebraska, 65
Parents and parenting skills, 251
 seeking health information, 468–
469, 472
 Web ﬁltering software, 558–559
Parks, 253
Partnerships. See Collaboration
Patients
 health beliefs, 310
 hospital visits, 337
 Neuro-Patient Resource Centre, 
Montreal, 425–427
 patient-physician relationship, 
287, 484
 personal health responsibility, 
464–465, 485
Patterns of use, 543
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Peabody Individual Achievement Test 
(PIAT), 339
Peaceﬁre (anti-Web ﬁltering group), 
566
Peer review
 Teton County Library (WY), 118
 University of Arizona Library, 105
PEMSystem (U. of Arizona Library), 
98–100
Penn Library Data Farm, 145–146
Pennsylvania
 Philadelphia, 457–463
 Tri-College Libraries (Philadel-
phia), 227–228
 University of Pennsylvania Library, 
145–146
 University of Pittsburgh School of 
Information Sciences, 291–292
Performance evaluation
 accountability, 83, 179
 data, 128–155
 leadership training, 208, 212, 214
 pay for performance, 101
 peer review, 118
 recognition programs, 228
 360-degree evaluation, 235, 252
 University of Arizona Library, 99
 Web-based instruction, 352, 357
 See also Staff, hiring, and employ-
ment issues
Personnel. See Staff, hiring, and em-
ployment issues
Pﬁzer (company), 331
Philadelphia
 Philly Health Info, 457–463
 Tri-College Libraries, 227–228
Philosophy, appreciative inquiry, 222t
Phipps, Shelley, 116
Photographs
 Degree Conﬂuence Project, 654–
655
 picture frames, 318
Physicians
 College of Physicians of Philadel-
phia, 458
 cultural differences, 405
 patient-physician relationship, 
287, 426–427, 464, 484
 Schillinger, Dean, 332
Physics information, 600
Picture frames, 318
Picture Stories for Adult ESL Health Lit-
eracy, 309
Placebo effect, 221
PlaneTree Health Library, 333
Planning. See Strategic planning
Platform for Internet Content Selec-
tion (PICS), 560–561
Play, in libraries, 25
Policies, library
 online subject gateway, 643–644
 supporting learning organiza-
tions, 59
Political aspects of Web, 555–575
Politics, organizational
 health information outreach proj-
ects, 450
 innovation, 20–22
 See also Social aspects
Pornography, 555, 557
Portals, Internet. See Gateways, portals, 
and repositories
Positive thinking, 221, 223, 228, 240
Post-traumatic stress disorder, 311, 488
Posters, health information, 279
The Power of Appreciate Inquiry (Whitney 
and Trosten-Bloom), 221
Pregnancy information, 507
Print vs. electronic information, 58, 
142–144
Private sector. See Business and private 
sector
Problem solving
 appreciative inquiry, 219, 220t
 learning organizations, 58
 organizational development, 244
Process improvement systems, 90–96
Professionalism. See Librarianship
Project management, 159–160
Proof-of-age software, 559
Proprietary environments, 559–560
Proxies (metadata harvesting), 598
Psychological factors. See Behavior and 
psychology
Public health. See Health care
Public health care assistance, 311–312
Public libraries
 Chicago suburb libraries, 163–164
 collaboration with other libraries, 
411–421, 435–436, 440, 445–449t
 computer access study, 284
 Free Library of Philadelphia, 460
 health information, 376, 381, 
438–439, 480–495
 Hmong and health information, 
316, 321–322, 322
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 Iowa City Public Library, 496–511
 organizational culture, 45–46
 performance data, 136
 Queens (NY) Public Library, 194
 reference services, 464–479
 self-checkout systems, 21–22
 team management structure, 
112–128, 121f, 124f
 Toronto Public Library, 194
 Wake County (NC) Public Library 
System, 235
Public schools, 530–531
 See also Classroom environment
Publications
 Activity Book for African American 
Families: Helping Children Cope with 
Crisis, 295
 Age Pages (NIA), 290
 American Libraries (ALA), 113
 The Fifth Discipline: The Art and 
Practice of the Learning Organization 
(Senge), 57–58, 70, 112, 122, 225
 The Fifth Discipline Fieldbook 
(Senge), 70
 The Grace of Great Things (Grudin), 
20
 Healthy People 2010 (health objec-
tives), 330–331, 337, 425, 453–
454, 456, 483
 Improving Health Professionals’ Ac-
cess to Information (NLM), 438
 Journal of Cardiovascular Nursing, 
417
 Journal of MedSurg Nursing, 417
 The Leadership Challenge (Kouzes 
and Posner), 189t
 The Linux Documentation Proj-
ect, 652–654
 Making Your Web Site Senior Friendly 
(NLM, NIA), 289
 The Measurement and Evaluation of 
Library Services (Lancaster), 131
 Measuring the Difference (NN/LM), 
442, 443–444
 National Standards for Culturally 
and Linguistically Appropriate Ser-
vices in Health Care, 307–308
 Organization Development: Strategies 
and Models (Beckhard), 6
 Organizational Learning (Argyis 
and Schön), 56
 Picture Stories for Adult ESL Health 
Literacy, 309
 The Power of Appreciate Inquiry 
(Whitney and Trosten-Bloom), 
221
 QA Focus brieﬁngs, 640–641
 Research-Based Web Design & Usabil-
ity Guidelines (HHS, NCI), 289
 Restructuring Academic Libraries: 
Organizational Development in 
the Wake of Technological Change 
(Schwartz), 8
 Scout Report (Internet Scout Proj-
ect), 622
 Social Science Information Gate-
way, 643–644
 Sustaining Innovation (Light), 19
 Techniques for Evaluating American 
Indian Web Sites (Cubbins), 294
 The Thin Book of Appreciative In-
quiry (Hammond), 221–222
 Weight Information Network (NI-
DDK), 295
Publicity and public relations
 change management, 21–22
 health information, 412–413, 
416–418, 442, 473
 health warnings, 274
 Iowa City Public Library, 507–509
 Neuro-Patient Resource Centre, 
Montreal, 430
 Teton County Library (WY), 115–
116
 See also Outreach, health informa-
tion
Publishing
 The Linux Documentation Proj-
ect, 652–654
 MedlinePlus® system, 385–386, 
385f, 387
 Neuro-Patient Resource Centre, 
Montreal, 431
 Web as publishing tool, 296
 wikis, 657
PubMed (NLM), 380–381
Puget Sound region, 398
Purpose stories, 124
Push technology, 627–628
Pygmalion Effect, 221
QA Focus project, 640, 649f
QSR International, 440
Quality
 health information, 485–486
 Internet gateways, 639–648
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 leadership models, 76
 metadata standardization, 637–
650
 student searching research, 544, 
549–550, 550t, 551–552
 Web health information, 360–374, 
376–377, 384, 483–483
 Web sites, 543–544
Queens (NY) Public Library, 194
Questionnaires. See Surveys and focus 
groups
QUICK (Quality Information Check-
list), 371
Race. See Diversity issues
Radio programs, 319
Raleigh (NC) public library, 235
Rambo, Neil, 331–332
Rapid Estimate of Adult Literacy in 
Medicine (REALM), 339
Ratings
 collection development gateway, 
629
 Web site ratings, 560–562, 563, 
570
Reading levels
 health information, 290–291, 332, 
367, 378, 431, 486–487
 medical textbooks, 340–346, 345–
346
 Web design tools, 289
 See also Usability
Recommendations, user, 629
Recordings, music, 655–659
Rees, A.M., 443–444
Rees, Fran, 230–231
Reference (health) books, 485
Reference interviews, 278, 469–470, 
477
Reference services
 health questions, 435, 464–479
 Iowa City Public Library, 498
 online chat, 57
 University of Virginia, 147
Referral services, 313
Refugees, health information, 301–328
Registration, Open Archives Initiatives 
projects, 580–583, 598
Regulation of Web content, 560
Religious organizations
 health information outreach, 398, 
401, 402, 404
 library communities, 271–272
Reports and research
 compensation issues, 104
 elderly and Internet use, 286–288
 health literacy, 291–293, 338–345, 
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